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Directions: Please complete shaded areas below. 
Department Name:  Tax Collection 
Project Name:  IVR – Customer Payment & Information 
 
 
Additional Information and Clarification: 
 
Peer Review questions are in bold type followed by a response in regular type. 
 
 
If a taxpayer does not have internet access, we expect him to use a touch tone phone (or voice 
prompts?) to input his checking account number, assuming he has such an account and knows the 
number? 
 
Yes, many people who do not have Internet access do have checking accounts and can look up their account 
number.  And yes, numerous studies have documented the fact that more phones are owned in the United 
States than computers with Internet access and people are more familiar with phones than the Internet. 
 
 
I believe that there is also an electronic routing number needed that the taxpayer must know.  I don’t 
know mine, do you?   
 
Again, yes, my electronic routing number is on all of my checks and is 067006432.  It is standardized and 
consists of the first nine digits at the bottom left of the check. Web applications requiring this type of payment 
information usually present a graphical representation of the routing number location as part of the “user help.”  
An IVR Payment System would likewise provide this information verbally if requested by the user. 
 
 
Seems like this will take the taxpayer much more time than writing a check and addressing an 
envelope. 
 
Many people may still continue to write checks and pay by mail.  However, the issue is one of convenience.  
The advantage to the customer of paying by phone (besides saving postage) lies in the ability to call shortly 
before the monthly payment deadline and, unlike the mail system, be guaranteed that the payment is received 
on time.  People who rush downtown to pay property taxes at the last minute must pay for expensive parking 
and wait in line for up to two hours during the peak part of our business cycle.  Payments not postmarked by 
the end of the month are subject to a one percent increase in the bill and by law must be returned for 
insufficient funds.  If the payment is received after the March deadline the cost to the taxpayer is considerably 
greater.  Finally, electronic payments are much less expensive to process, resulting in a significant savings in 
County resources needed to process paper checks. 
 
 
I like a cancelled check… {and} I don’t believe this system will give the taxpayer anything to 
compensate him for this lack of a receipt. 
 
The Tax Collector’s Office does not normally mail receipts back to customers and many banks no longer 
provide their customers with canceled checks, just a bank statement.   Whether the taxpayer pays by check or 
over the phone with e-checking, the bank maintains this information and provides it to the customer.  It does 
take time to adjust to changes but consider just the fact that the Internet has recently blossomed into a 
multibillion dollar industry.  (I bought my car over the Internet four years ago.)  As they say, “If you build it they 
will come.” 
 

 


